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ABSTRAK 

 

Penelitian ini bertujuan menganalisis pengaruh kualitas pelayanan dan 

promosi terhadap loyalitas pelanggan dengan kepuasan pelanggan sebagi variabel 

intervening. Data penelitian ini menggunakan data primer berupa kuesioner. 

Metode penentuan sampel menggunakan purposive sampling dan diperoleh 

sampel sebanyak 110 responden. Analisis data yang digunakan dalam penelitian 

ini adalah structural equation model. Hasil penelitian ini menyatakan bahwa 

kualitas pelayanan dan promosi berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan, kepuasan pelanggan berpengaruh positif dan signifikan 

terhadap loyalitas pelanggan, sedangkan kualitas pelayanan dan promosi tidak 

berpengaruh signifikan terhadap loyalitas pelanggan. 

 

Kata kunci: kualitas pelayanan, promosi, kepuasan pelanggan dan loyalitas 

pelanggan  
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ABSTRACT 

 

This research aims to analyze the influence of service quality and 

promotions on customer loyalty with customer satisfaction as an intervening 

variable. This research data uses primary data in the form of a questionnaire. The 

sampling method used purposive sampling and a sample of 110 respondents was 

obtained. The data analysis used in this research is a structural equation model. 

The results of this research state that service quality and promotions have a 

positive and significant effect on customer satisfaction, customer satisfaction has 

a positive and significant effect on customer loyalty, while service quality and 

promotions do not have a significant effect on customer loyalty.  

 

Keyword: service quality, promotions, customer satisfaction and customer loyalty 
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